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199—37.5(477C) Complaints.   All complaints concerning the equipment distribution program will be
resolved pursuant to the following:

37.5(1) The program administrator will make determinations concerning matters such as eligibility,
type of equipment for particular applicants, or reimbursement of vendors.

a. The administrator, after requiring interested persons to state verbally or in writing any complaint
or dispute arising under the equipment distribution program, shall attempt to settle the matter informally
within 45 days.

b. Should the informal dispute resolution process fail, the complaint may be submitted to the board
by the complainant and will be processed by the project manager as provided for utility customers in
199 IAC 6. The complaint will be directed to the program administrator with a copy to the consumer
advocate. The board staff assigned to the equipment distribution program will then issue a proposed
resolution as defined in 199 IAC 6.4(476).

c. The proposed resolution shall include a description of the facts involved in the dispute and a
clear statement of the proposed resolution.

d. The proposed resolution shall also give notice that any interested person dissatisfied with the
proposed resolution has 14 days after the issuance of the proposed resolution to file a written request
for formal complaint proceedings before the Iowa Utilities Board, 350 Maple Street, Des Moines, Iowa
50319-0069. If no timely request for formal complaint proceedings is filed, the proposed resolution
shall be deemed binding on all interested persons served with the proposed resolution. The request for
formal complaint proceedings shall be considered as filed on the date of the United States Postal Service
postmark or the date personal service is made.

37.5(2) The request for formal complaint proceedings shall explain why the proposed resolution
should be modified or rejected and propose an alternate resolution, including any temporary relief
desired. Copies of the request shall be mailed to any other persons served with the proposed resolution.

37.5(3) Upon receipt of a request for formal complaint proceedings, the board shall consider whether
formal complaint proceedings should be initiated and issue an order. The request shall be granted if the
board determines there is any reasonable ground for investigating the complaint. If the board denies
formal complaint proceedings, a party may file a petition for judicial review either in the Polk County
district court or in the district court for the county in which the party resides or has its principal place of
business.

37.5(4) When a complaint is docketed as a formal proceeding, the procedures set forth in
199—Chapter 7 will apply.


